

































ô¾õë ìÛ†èú: 5/8/78 €|…¾ç§ ðù†üþ: 21/11/78 € ¯ü±½ ðù†üþ: 72/11/78
…°²ü†‹þ Îíéß±¬ ì~ü±ü• ìñ†‹Ð …ð·†ðþ ¬…ð»ã†û Îéõï ³ºßþ …¾×ù†ó
‹± …¶†¹ ì~ë {Ï†èþ ‹ñý†¬ …°ô†üþ ì~ü±ü• Þý×ý•
‹† ¬ô °ôüß±¬ ±¶»ñ†ìú ô ±ôÖ±ì†@ 6831
ìÛ~ìú:…°²ü†‹þ Îíéß±¬ Ö±„üñ~ÿ ¶• ìñËî€ ô ›†ìÐ Þú ¬° „ó ÖÏ†èý•|ø†€ Ö±…üñ~ø† ô ð}†ü ¤†¾éú ‹† …ø~…Ù ô ìÏý†°ø†ÿ
{Ïýýò º~û ¶†²ì†ðþ ìÛ†ü·ú ìþ|ºõ¬ ô ‹± …¶†¹ ü†Ö}ú|ø†ÿ ¤†¾éú ìþ|{õ…ó ð·Œ• ‹ú ‹ùŒõ¬ ôÂÏý• ¶†²ì†ó ‹± …¶†¹ üà
ì~ë {Ï†èþ ì†ðñ~ MQFE …Ú~…ï Þ±¬. Ö±…üñ~ …°²ü†‹þ ‹ú ¶†²ì†ó …›†²û ìþ|¬ø~ ‹ú Æõ° º×†Ù ðÛ†É Úõ– ô ²ìýñú|ø†ÿ Ú†‹ê ‹ùŒõ¬
°… ºñ†¶†üþ Þñ~ ô ‹±ð†ìú|ø†üþ ›ù• ‹ùŒõ¬ …‹Ï†¬ ì©}éØ {~ôüò Þñ~. ø~Ù …üò µôø¼ ìÛ†ü·ú ð}†ü …°²ü†‹þ Îíéß±¬
ì~ü±ü• ìñ†‹Ð …ð·†ðþ ¬…ð»ã†û Îéõï ³ºßþ …¾×ù†ó ‹± …¶†¹ ì~ë {Ï†èþ MQFE ‹† ¬ô °ôüß±¬ ±¶»ñ†ìú ô ±ôÖ±ì† ‹õ¬. 
°ô½ ‹±°¶þ:µôø¼ ¤†Â±…²ðõÑ {õ¾ý×þ- ìÛÇÏþ ô Þ†°‹±¬ÿ ¶•. ›†ìÏú µôø¼ 23 ð×± ì~ü±…ó ¶}†¬ÿ ô ìÏ†ôð†ó
„ð†ó ¬° ¬…ð»ã†û Îéõï ³ºßþ …¾×ù†ó ¬° ¶†ë 6831 …¶• Þú ‹ú ¾õ°– ¶±ºí†°ÿ …ð}©†Ž º~ð~. ¬…¬û|ø† {õ¶È ¬ô
°ôüß±¬ ±¶»ñ†ìú ô ±ôÖ±ì† ‹± …¶†¹ ì~ë {Ï†èþ MQFE ›íÐ|„ô°ÿ@ ô …ì}ý†²…– Þ· º~û ‹± …¶†¹ ìñÇÜ °…¬…° ô
ð±ï|…Ö³…°ø†ÿ SSPS ô MQFE {¥éýê º~.
ü†Ö}ú|ø†:ì~ü±ü• ìñ†‹Ð …ð·†ðþ ¬…ð»ã†û Îéõï ³ºßþ …¾×ù†ó ¬° …üò …°²ü†‹þ ‹± …¶†¹ °ôüß±¬ ±¶»ñ†ìú ô ±ôÖ±ì† ‹ú
{±{ý 055 ô 615 …ì}ý†² Þ· ðíõ¬. ¬°¾~ …ì}ý†² ø± Þ~…ï …² Îõ…ìê ðú â†ðú ‹ú {±{ý ‹± …¶†¹ °øý†Ö• ±¶»ñ†ìú ô
±ôÖ±ì† ‹ú …üò ¾õ°– ‹ú ¬¶• „ì~: °øŒ±ÿ 56 ô 16 ¬°¾~€ ¶ý†¶}ã³…°ÿ08 ô 57€ Þ†°Þñ†ó 06 ô 85€ ìñ†‹Ð 05 ô 25€
Ö±„üñ~|ø† 06 ô 35€ ð}†ü ì»}±ÿ 05 ô 34€ ð}†ü Þ†°Þñ†ó03 ô 92€ ð}†ü ›†ìÏú 06 ô 55€ ô ð}†ü Þéý~ÿ Îíéß±¬05 ô 25
¬°¾~.
ð}ýœú|âý±ÿ:‹† …°²ü†‹þ Îíéß±¬ ‹± …¶†¹ ì~ë {Ï†èþ MQFE ìþ|{õ…ó ‹ú {»©ýÀ ðÛ†É Úõ– ô Ö±¾•|ø†ÿ ‹ùŒõ¬ ¬¶• ü†Ö•
{† ÖÏ†èý•|ø†ÿ …èãõ ‹±¬…°ÿ °ôÿ ¤õ²û|ø†üþ ì}í±Þ³ ºõ¬ Þú ‹ý»}±üò ìñ†ÖÐ °… ‹±…ÿ ¶†²ì†ó ¬…°ð~€ ô ‹† ì~…¨éú ¬°
¤õ²û|ø†ÿ ‹ùŒõ¬€ ô ýãý±ÿ {Óýý±…– æ²ï ìþ|{õ…ó ¬° ì·ý± {Ï†èþ â†ï ðù†¬.
Þéý~ ô…´û|ø†:…°²ü†‹þ Îíéß±¬€ ì~ë {Ï†èþ MQFE € ì~ü±ü• ìñ†‹Ð …ð·†ðþ
1- Þ†°ºñ†¹ …°º~ ì~ü±ü• „ìõ²ºþ€ ¬…ð»ß~û Îéõï {±‹ý}þ ô °ô…ð»ñ†¶þ€ ¬…ð»ã†û …¾×ù†ó@ ðõü·ñ~û ì·‰õë )moc.oohay@labhge_hanazraF(
2- ¬…ð»ý†° â±ôû ì~ü±ü• ‹±ð†ìú|°ü³ÿ „ìõ²ºþ€ ¬…ð»ã†û …¾×ù†ó



























































¶†²ì†ó|ø†ÿ ý»±ô ¬° ¬ðý†ÿ …ì±ô²€ ‹†¬°á {Ï†ìç– ì}Û†‹ê
¶†²ì†ó€ Þý×ý•€ ìñ†‹Ð …ð·†ðþ Þý×þ ô ì~ü±ü• …÷±‹©¼€
°ì³ ìõÖÛý• ¨õ¬ °… ¬° ‹ß†°âý±ÿ ºýõû|ø†ÿ ðõüò ì~ü±ü}þ
ô Þý×ý}þ ‹† ‹ù±û ìñ~ÿ …² …ð·†ó|ø†ÿ Ö±øý©}ú ¬…ð·}ú ô ‹±…üò
‹†ô°ð~ Þú ¬…°…üþ …°²ºíñ~ÿ Þú ‹±…ÿ „ðù† ì³ü• °Ú†‹}þ
…üœ†¬ ìþ|Þñ~€ Þ†°Þñ†ó ‹† Þý×ý• …¶• ô {ñù† øíýò …ð·†ó|ø†
ø·}ñ~ Þú ¶†²ì†ó °… ¬° ¾¥ñú °Ú†‹• ý»}†² ðã†û ¬…º}ú ô
Þéý~ÿ Æçüþ ¬° „ó Î±¾ú ‹ú ºí†° ìþ|°ôð~.]1[
ø~Ù …¾éþ ì~ü±ü• ìñ†‹Ð …ð·†ðþ ¬° ø± ¶†²ì†ðþ Þíà
‹ú Îíéß±¬ ‹ù}± ¬° ¶†²ì†ó ‹±…ÿ ðýê ‹ú …ø~…Ù ¶†²ì†ðþ
…¶• ô…² „ðœ† Þú …°²ü†‹þ Îíéß±¬€ ì~ü±…ó °… …² ðý†²ø†ÿ
ìñ†‹Ð …ð·†ðþ ¶†²ì†ó€ Ö±øñä ¶†²ì†ðþ ô ðã±½ „ðù† „â†û
¶†¨}ú ô ºñ†¶†üþ ÖÏ†èý•|ø†ÿ æ²ï °… ‹±…ÿ ‹ùŒõ¬ Þý×ý•
¨~ì†– ô Þ†ø¼ ø³üñú|ø† …ìß†ó|¯ü± ìþ|¶†²¬.]2[
è¯… ì~ü±ü• ìñ†‹Ð …ð·†ðþ ‹±…ÿ {†‡ ìýò …ø~…Ù ¶†²ì†ðþ ô
Þ†ø¼ Ÿ†è¼|ø†ÿ ¨õ¬€ ðý†² ‹ú ì~èþ ¬…°¬ Þú ‹± …¶†¹ „ó
ìý³…ó ìõÖÛý• ¨õ¬ °… ¬° ðýê ‹ú „°ì†ó|ø† ô °…øŒ±¬ø†ÿ
Þ· ô Þ†° ìõ°¬ ¶ñœ¼ ô …ð~…²û|âý±ÿ Ú±…° ¬ø~. ì~ë
{Ï†èþ ¶†²ì†ðþ …‹³…°ÿ ›ù• Þíà ‹ú ¶†²ì†ó|ø†€ ‹±…ÿ
¶ñœ¼ ìý³…ó Ú±…° â±Ö}ò ¬° ì·ý± {Ï†èþ ¶†²ì†ðþ ô °º~
ì}õ…²ó ø·}ñ~. …üò ì~ë ‹ú ¶†²ì†ó|ø† Þíà ìþ|Þññ~ {† ‹†
ìÛ†ü·ú ôÂÐ ìõ›õ¬ ô ìÇéõŽ ¨õ¬ )…ü~û „ë {† ìÇéõŽ(
{×†ô–|ø† °… ºñ†¶†üþ ô ¶¸ ‹± …¶†¹ …üò {×†ô–|ø†
)Î†°Âú|ø†( ô ‹±°¶þ Îéê ôÚõÑ „ðù† °…û|¤ê|ø†ÿ
‹ùýñú|¶†²ÿ ôÂÐ ìõ›õ¬ °… {†‡ ìýò ô
„ðù† °… …›±… ðí†üñ~.]3[
ì~ë {Ï†èþ ¶†²ì†ðþ Ÿ†°Ÿõ‹þ
°ôºíñ~ ‹±…ÿ …°²ü†‹þ Îíéß±¬
¶†²ì†ó|ø† ¬° ¬ô ¤õ²û Ö±„üñ~|ø† ô
ð}†ü ¤†¾ê …² …üò Ö±„üñ~|ø† …¶•.
¬¶}†ô°¬ø†ÿ ¤†¾ê …² …°²ü†‹þ ¬° …üò
ì~ë ÎŒ†°{·• …² ðÛ†É Úõ– ¶†²ì†ó ô
²ìýñú|ø†ÿ Ú†‹ê ‹ùŒõ¬ „ó Þú ‹±…ÿ
¬¶}ý†‹þ ‹ú ‹ùŒõ¬ø† Öù±¶}þ …²
‹±ð†ìú|ø†ÿ …ôèõü•|‹ñ~ÿ º~û °… ðý³ ý»ñù†¬ ìþ|Þñ~.]4[
…üò ì~ë ‹± …¶†¹ 9 ìÏý†° †üú|â¯…°ÿ º~û …¶•. ñ
ìÏý†° …üò ì~ë ì±‹õÉ ‹ú {õ…ðíñ~ ¶†²ø† ‹õ¬û )ìÏý†° °øŒ±ÿ€
ìÏý†° Þ†°Þñ†ó€ ìÏý†° …¶}±…{µÿ ô ¨È ì»þ€ ìÏý†° ìñ†‹Ð ô
º±Þ†Š€ ìÏý†° Ö±…üñ~ø†( Þú ‹ý†ó Þññ~û …›³… {»ßýê ¬øñ~û üà
¶†²ì†ó ô Ÿãõðãþ {Ï†ìê „ðù† ‹† øî ìþ|‹†º~ ô Ÿù†° ìÏý†°
¬üã± ì±‹õÉ ‹ú ð}†ü ‹õ¬û )ìÏý†°ð}†ü Þ†°Þñ†ó€ ìÏý†°ð}†ü
ì»}±ü†ó€ ìÏý†° ð}†ü ›†ìÏú€ ìÏý†°ð}†ü Þéý~ÿ Îíéß±¬( Þú
ð}†ü ¤†¾ê …² Îíéß±¬ ¶†²ì†ó °… {»ßýê ¬…¬û ô ð}†ü
ìÇéõŽ ¤†¾ê …² …›±…ÿ {õ…ðíñ~ ¶†²ø† °… ìÏ±Öþ ìþ|Þñ~.
¬°…üò ì~ë€ Þê …ÆçÎ†– ìÏý†°ø† 0001 …ì}ý†² ¬…°ð~ Þú 005
…ì}ý†² „ó ì±‹õÉ ‹ú {õ…ðíñ~ ¶†²ø† ô 005 …ì}ý†² ¬üã± ì±‹õÉ
‹ú ð}†ü ø·}ñ~.]5[ Îñ†ôüò ðú â†ðú ì~ë MQFE ô …°{Œ†É „ðù† ‹†
üß~üã± ô ðý³ ¬°¾~ ì±‹õÉ ‹ú ø± üà …² „ðù† ¬° ºßê )1(
„ì~û …¶•.
‹±…ÿ …°²ü†‹þ ì~ë {Ï†èþ °ô½|ø†ÿ ì©}é×þ ô›õ¬
¬…°ð~ Þú ÎŒ†°{ñ~ …²:
1- °ôüß±¬ ±¶»ñ†ìú:…üò °ôüß±¬ ¶†¬û|{±üò ô „ì†¬û|{±üò
°ô½|ø†¶•€ øí¡ñýò Þî ø³üñú ô ¶±üÐ …ðœ†ï ìþ|ºõ¬
¶õö …æ– …² …›³…ÿ ìÏý†°ø†ÿ ðú â†ðú Ú†‹ê Æ±…¤þ ô {ùýú
…¶• …üò °ô½ ¬° Îýò ¤†ë üßþ …² °ô½|ø†ÿ ìñ†¶ ‹±…ÿ
›íÐ|„ô°ÿ …ÆçÎ†– ¬° ìõ°¬ …¬°…Þ†– ô {¿õ°…– Þ†°Þñ†ó
¬° ¬…¨ê ¶†²ì†ó …¶•.
2- °ôüß±¬ Þ†°â†øþ:ôüµâþ °ôüß±¬ …üò …¶• Þú ‹ú





 ﻂ ﺧ يﮋﺗاﺮـﺘ ـﺳا و ﻲــﺸﻣ
٨ ٪




نﺎــ ﻨﻛرﺎﻛ ﺞﻳﺎــ ﺘﻧ
٩ ٪
 يﺮـﺘ ـﺸﻣ ﺞﻳﺎــ ﺘﻧ
٢ ٠ ٪
ﻪــ ﻌﻣﺎﺟ ﺞﻳﺎـ ﺘﻧ
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Ö±²…ðú …ÚŒ†ë ô øíß†°…ó
ìþ|Þñ~€ …¤}ý†ž ¬…°¬. …ÎÃ†ÿ {ýî
ì~ü±ü}þ ‹†ü~ …ÆçÎ†– °… ›íÐ|„ô°ÿ
Þ±¬û ô ¬° üà Þ†°â†û ‹ú üß~üã± …°…ˆú
Þññ~. …üò °ôüß±¬ ðÛÇú º±ôÎþ ‹±…ÿ
{ýî ì~ü±ü• …üœ†¬ ìþ|Þñ~ Þú ‹ú
øî|ðË±ÿ )…›í†Ñ( ¬¶• ü†‹ñ~.
3- °ôüß±¬ ì†{±ü¸:…üò °ô½ ðý†² ‹ú
„ìõ²½ Þíþ ¬…°¬. …üò °ô½ øí†ðñ~
°ô½ ±¶»ñ†ìú ‹± …¶†¹ …Îçï ðË±
…Ö±…¬ …°²ü†‹þ ìþ|Þñ~. æ²ï ‹ú {õÂý¦ …¶• Þú °ô½ ðíõ¬…°
ì†{±ü·þ ðý³ ¬° ¶†ë|ø†ÿ â¯º}ú ìõ°¬ …¶}×†¬û ‹õ¬û Þú ‹ú
¬èýê ì»ßê ‹õ¬ó {ùýú ì†{±ü¸ ìñ†¶ ¬° ¶†²ì†ó|ø† …üò
°ô½ …² ¶†ë 3002 …² ‹±ð†ìú MQFE ¤Ù¯ º~û …¶•.
4- °ôüß±¬ ±ôÖ±ì†:üßþ …² °…û|ø†ÿ Þ†ø¼ ¤œî Þ†°€ ¬°
ìÛ†ü·ú ‹† °ôüß±¬ ºŒýú|¶†²ÿ ›†ü³û€ ÎŒ†°– …¶• …² …üœ†¬
ìœíõÎú|…ÿ …² …ÆçÎ†–€ ‹ú Îñõ…ó ì˜†ë€ üà ±ôÖ±ì†
{»ßýê º~û …² üà ¾×¥ú Þú ‹±…ÿ ø± üà …² …›³…ÿ ìÏý†°ø†
¬° ðË± â±Ö}ú ô {õÂý¥†– ¬…¬û º~û ¬°‹†°û …›³…ÿ ìÏý†°ø†
¬° ‹†æÿ ¾×¥ú ô ²ìýñú|ø†ÿ ì±‹õÉ ‹ú {»©ýÀ€ ì¥†¶Œú ô
…ì}ý†² ¬øþ „ó ¬° ²ü± {õÂý¥†– ì³‹õ° ¬°ž ìþ|â±¬¬. ‹Ûýú
¾×¥ú ‹ú ‹©¼|ø†üþ ‹±…ÿ ®Þ± ìõ…°¬ Úõ– ô ²ìýñú|ø†ÿ Ú†‹ê
‹ùŒõ¬ ô ºõ…ø~ Îýñþ {Û·ýî ìþ|ºõ¬. ì~…°á …°²ü†‹þ °…
ìþ|{õ…ó {õ¶È …Ö±…¬ ü† â±ôû|ø† ¬° ¬°ôó ¶†²ì†ó {ùýú Þ±¬û ô
{õ¶È …°²ü†‹†ó „ìõ²½ ¬ü~û ìõ°¬ …°²ü†‹þ Ú±…° ¬…¬ ô ü† â±ôû
ì³‹õ° ìþ|{õ…ð~ ÖÏ†èý• …°²ü†‹þ °… ‹± …¶†¹ ì·‰õèý• ø†ü¼
…ðœ†ï ¬ø~.…üò °ô½ ‹ú Îé• ¬°âý±ÿ …Ö±…¬ ‹ý»}±ÿ ¬°
‹©¼|ø†ÿ ì©}éØ ¶†²ì†ó ¬° …ì± ›íÐ|„ô°ÿ …ÆçÎ†– …²
¬Ú• ‹ý»}±ÿ ð·Œ• ‹ú °ô½|ø†ÿ ¬üã± …¶•.
5- °ôüß±¬ ºŒýú|¶†²ÿ Ö±„üñ~ …¯¨ ›†ü³û:…üò °ôüß±¬
ìŒ}ñþ ‹± …°…ˆú ì~…°á Þ†ìê ¬° °…¶}†ÿ "…Êù†°ð†ìú ›†ü³û ìéþ
‹ù±û|ô°ÿ ô {Ï†èþ ¶†²ì†ðþ" ‹ú ìñËõ° …ðœ†ï ¨õ¬ …°²ü†‹þ
…¶•. ¸ …² {ùýú …Êù†°ð†ìú€ üà â±ôû „ìõ²½ ¬ü~û …²
…°²ü†‹†ó „ó °… ìõ°¬ …°²ü†‹þ Ú±…° ìþ|¬øñ~.
ø±üà …² °ô½|ø†ÿ …°²ü†‹þ ÖõÝ ¬…°…ÿ ðÛ†É Úõ– ô
ÂÏØ ø·}ñ~ ô ‹ù}±üò „ðù† °ôºþ …¶• Þú ¶†²ì†ó ‹†
{±Þý ø±üà …² °ô½|ø† ô ‹† {õ›ú ‹ú Ö±øñä ô ‹éõÕ
¶†²ì†ðþ ¨õ¬ „ó °… …›±… Þñ~.]6[
¬° ‹Çò ì~ë {Ï†èþ ¶†²ì†ðþ€ ìñÇÛþ ‹ñ†ï RADAR )°…¬…°(
‹±…ÿ …ì}ý†² ¬øþ ìÏý†°|ø† ô›õ¬ ¬…°¬. Þú º†ìê Ÿù†° Îñ¿±
ð}†ü€ °ôüß±¬€ ›†°ÿ|¶†²ÿ€ …°²ü†‹þ ô ‹†²ðã±ÿ …¶•.
)ºßê 2(
ìñÇÜ RADAR ìþ|âõü~ Þú ø± ¶†²ì†ó æ²ï …¶• ð}†ü
)stluseR( ìõ°¬ ðË± ¶†²ì†ó °… Þú ìñœ± ‹ú °Â†ü• Þéýú
®ÿ|ð×Ï†ó ìþ|â±¬¬€ ìÏýò ðí†ü~.
ìœíõÎú| üß†°Ÿú|…ÿ …² °ôüß±¬ø†ÿ )hcaorppA(
ìñÇÛþ ô º×†Ù °… ›ù• ¬¶}ý†‹þ ‹ú ð}†ü ìõ°¬ ðË±€ …{©†®
ðíõ¬û ô ¬° ¶†²ì†ó {õ¶Ïú ¬ø~.
ø± °ôüß±¬ °… ‹† °ôºþ ¶ý·}í†{ýà ¬° ¶†²ì†ó ›†°ÿ
)yolpeD( ðí†ü~.
°ôüß±¬ø† °… …°²ü†‹þ )ssessA( ô ‹†²ðã±ÿ )weiveR(
ðí†ü~.]7[
…üò ìñÇÜ ‹ý†ó ìþ|¬…°¬ Þú üà ¶†²ì†ó ðý†²ìñ~ …ÆçÎ†{þ
ðËý± ìõ…°¬ ²ü± …¶•:
- {Ïýýò ð}†ü ‹ú Îñõ…ó ‹©»þ …² Ö±…üñ~ {~ôüò ¨È ì»þ ô
…¶}±…{µÿ. …üò ð}†ü€ Îíéß±¬ ¶†²ì†ó °… …² …‹Ï†¬ ì†èþ€
Îíéý†{þ ô …¬°…Þ†– ®ÿ|ð×Ï†ó õº¼ ìþ|¬ø~.
- ‹±ð†ìú|°ü³ÿ€ …üœ†¬ ô {õ¶Ïú ìœíõÎú|…ÿ üß†°Ÿú …²
°ôüß±¬ ìñÇÛþ ô ìÇéõŽ ›ù• ¬¶}ý†‹þ ‹ú ð}†ü ìõ°¬ ðý†²
¤†ë ô „üñ~û.
- ›†°ÿ|¶†²ÿ °ôüß±¬ø† ‹ú °ôºþ ðË†ï ìñ~ ›ù• …Æíýñ†ó
…² …›±…ÿ Þ†ìê „ðù†.]7-5[
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…°²ü†‹þ ô ‹†²ðã±ÿ °ôüß±¬ø† ô …›±…ÿ „ó ‹± …¶†¹
‹±°¶þ ô {¥éýê ð}†ü ‹ú ¬¶• „ì~û ô ÖÏ†èý•|ø†ÿ ü†¬âý±ÿ
›†°ÿ€ ¬° ðù†ü• ‹† …¶}×†¬û …² …üò …°²ü†‹þ ô ‹†² ðã±ÿ üà
†üã†û …ÆçÎ†{þ ¬° ¶†²ì†ó {»ßýê º~û Þú …² Æ±üÜ „ó
ìþ|{õ…ó ‹ú ºñ†¶†üþ€ …ôèõü•|‹ñ~ÿ€ ‹±ð†ìú|°ü³ÿ ô …›±…ÿ
‹ùŒõ¬|ø† ¬° ¶†²ì†ó ±¬…¨•.
ztibaN )6002( ¬° üà ìÇ†èÏú ìõ°¬ÿ ¬° ‹ýí†°¶}†ó
madretsmA øéñ~ ð}†ü …°²ü†‹þ °… ‹~üò º±§ ‹ý†ó ðíõ¬:
°øŒ±ÿ 34 ¬°¾~€ ¨È ì»þ ô …¶}±…{µÿ 56 ¬°¾~€
Þ†°Þñ†ó 36 ¬°¾~€ ìñ†‹Ð ô º±Þ†Š 85 ¬°¾~€ Ö±…üñ~ø† 46
¬°¾~€ ð}†ü ì»}±ÿ 33 ¬°¾~€ ð}†ü Þ†°Þñ†ó 35 ¬°¾~€
ð}†ü ›†ìÏú 65 ¬°¾~ ô ð}†ü Þéý~ÿ Îíéß±¬ 53 ¬°¾~.]8[
gatnnoS &relleoM )1002( ¬° ìÇ†èÏú|…ÿ ‹ú …°²ü†‹þ 71
¶†²ì†ó ¨~ì†– ‹ù~…º}þ ‹±…¶†¹ ì~ë MQFE ¬° …ì±üß†
±¬…¨}ñ~ ô ¬° ðù†ü• ìý†ðãýò ð}†ü …°²ü†‹þ °… ‹~üò º±§
‹ý†ó ðíõ¬ð~:
°øŒ±ÿ 85 ¬°¾~€ ¨È ì»þ ô …¶}±…{µÿ 54 ¬°¾~€
Þ†°Þñ†ó 04 ¬°¾~€ ìñ†‹Ð ô º±Þ†Š 96 ¬°¾~€ Ö±…üñ~ø† 44
¬°¾~€ ð}†ü ì»}±ÿ 55 ¬°¾~€ ð}†ü Þ†°Þñ†ó 64 ¬°¾~€
ð}†ü ›†ìÏú 36 ¬°¾~ ô ð}†ü Þéý~ÿ Îíéß±¬ 53 ¬°¾~.]9[
oessO &mottobgnoL )2002( ¬° üà ìÇ†èÏú ìõ°¬ÿ ¬°
ìõö ¶·ú „ìõ²ºþ …ü†è• modgniK ¸ …² ¨õ¬ …°²ü†‹þ ¬° …üò
ìõö ¶·ú€ …ÆçÎ†– ‹ú ¬¶• „ì~û …² …üò …°²ü†‹þ °… ‹~üò º±§
‹ý†ó ðíõ¬ð~:
°øŒ±ÿ 73 ¬°¾~€ ¨È ì»þ ô …¶}±…{µÿ 83 ¬°¾~€
Þ†°Þñ†ó 63 ¬°¾~€ ìñ†‹Ð ô º±Þ†Š 73 ¬°¾~€ Ö±…üñ~ø† 93
¬°¾~€ ìý†ðãýò {õ…ðíñ~ ¶†²ø† 83 ¬°¾~€ ð}†ü ì»}±ÿ 83
¬°¾~€ ð}†ü Þ†°Þñ†ó 72 ¬°¾~€ ð}†ü ›†ìÏú 63 ¬°¾~ ô
ð}†ü Þéý~ÿ Îíéß±¬ 53 ¬°¾~ôìý†ðãýò ð}†ü 43 ¬°¾~.]01[
nesnetsirK &ihuJ ,nesdliksE )4002( ¬° üà ìÇ†èÏú
ìõ°¬ÿ ¬° ‹ýí†°¶}†ó hsinaD ‹† ±¶ý~ó 05 ¶õö …ë ¬° ìõ°¬ 9
ìÏý†° ì~ë MQFE …ÆçÎ†– ‹ú ¬¶• „ì~û …² …üò ¨õ¬ …°²ü†‹þ
°… ‹~üò º±§ ‹ý†ó Þ±¬ð~:
°øŒ±ÿ 49 ¬°¾~€ ¨È ì»þ ô …¶}±…{µÿ 47 ¬°¾~€
Þ†°Þñ†ó 87 ¬°¾~€ ìñ†‹Ð ô º±Þ†Š 27 ¬°¾~€ Ö±…üñ~|ø† 66
¬°¾~€ ð}†ü ì»}±ÿ 86 ¬°¾~€ ð}†ü Þ†°Þñ†ó 73 ¬°¾~€
ð}†ü ›†ìÏú 86 ¬°¾~€ ð}†ü Þéý~ÿ Îíéß±¬ 47 ¬°¾~€ ô
¶¸ ‹ú ‹±°¶þ ìý†ó ¬ô ìÏý†° °øŒ±ÿ Þú ‹ý»}±üò …ì}ý†² °… ‹ú
¨õ¬ …¨}¿†Á ¬…¬û ‹õ¬ ô ìÏý†° Þ†°Þñ†ó Þú Þí}±üò …ì}ý†² °…
‹ú ¨õ¬ …¨}¿†Á ¬…¬û ‹õ¬ ±¬…¨}ñ~.]11[
noskcaJ &rahcreB )2002( ¬° ìÇ†èÏú|…ÿ {¥• Îñõ…ó"
{Óýý± ºßê …² üà ¶†²ì†ó ¨~ì†– ‹ù~…º}þ …² Þ†° …Ö}†¬û ‹ú
üà ¶†²ì†ó ìõÖÜ ‹ú Þíà ì~ë {Ï†èþ" MQFE Ö±…üñ~ ¨õ¬
…°²ü†‹þ ‹±…ÿ ‹ùŒõ¬ ‹† Þíà ì~ëMQFE ð»†ó ¬…¬ð~.]21[ 
¬øñõüú ô øíß†°…ó )4831( ¬° ¨õ¬ …°²ü†‹þ ¬° ‹ýí†°¶}†ó
ø†ºíþ|ðµ…¬ ð}†ü ¨õ¬…°²ü†‹þ °… ‹~üò º±§ ‹ý†ó ðíõ¬ð~:
°øŒ±ÿ 6/08 ¬°¾~€ ¨È ì»þ ô …¶}±…{µÿ 8/57 ¬°¾~€
Þ†°Þñ†ó 6/77 ¬°¾~€ ìñ†‹Ð ô º±Þ†Š 3/28 ¬°¾~€ Ö±…üñ~|ø†
9/67 ¬°¾~€ ð}†ü ì»}±ü†ó 5/77 ¬°¾~€ ð}†ü Þ†°Þñ†ó 3/17
¬°¾~€ ð}†ü ›†ìÏú 3/36 ¬°¾~€ ð}†ü Þéý~ÿ Îíéß±¬ 1/28
¬°¾~.]31[
‹† {õ›ú ‹ú ðÛ¼ ô …øíý• ì~ü±ü• ìñ†‹Ð …ð·†ðþ ô ì³…ü†ÿ
Ö±…üñ~ ¨õ¬ …°²ü†‹þ ¬° ¶†²ì†ó …üò µôø¼ ‹† ø~Ù ìÛ†ü·ú
ð}†ü …°²ü†‹þ ‹± …¶†¹ ì~ë {Ï†èþ MQFE ‹† ¬ô °ôüß±¬
±¶»ñ†ìú ô ±ôÖ±ì† ¬° ì~ü±ü• ìñ†‹Ð …ð·†ðþ ¬…ð»ã†û Îéõï
³ºßþ …¾×ù†ó …ðœ†ï º~û …¶•.
°ô½ ‹±°¶þ
µôø¼ ¤†Â± µôø»þ {õ¾ý×þ ô Þ†°‹±¬ÿ …¶• Þú ‹ú
¾õ°– ìÛÇÏþ ¬° ¶†ë 6831 ¬°ì~ü±ü• ìñ†‹Ð …ð·†ðþ
¬…ð»ã†û Îéõï ³ºßþ …¾×ù†ó …ðœ†ï º~. ›†ìÏú µôø¼
º†ìê 23 ð×± …² ì~ü±…ó ¶}†¬ÿ ô ìÏ†ôðýò „ðù† ¬° ¬…ð»ã†û
Îéõï ³ºßþ …¾×ù†ó ‹õ¬û Þú ¶±ºí†°ÿ …ðœ†ï â±Ö•.
›íÐ|„ô°ÿ …ÆçÎ†– ‹± …¶†¹ ¬ô …‹³…° ±¶»ñ†ìú …¶}†ð~…°¬
‹† 05 âõüú Þú ‹ú ¾õ°– Ÿù†° â³üñú|…ÿ {Ï±üØ º~ð~ ô
±ôÖ±ì† ì¥ÛÜ ¶†¨}ú ‹† 56 âõüú ‹± …¶†¹ ì~ë MQFE ‹õ¬.
¬°ø± ±ôÖ±ï ¸ …² {Ïýýò ðõÑ ìÏý†°€ ±¶¼|ø†üþ ì}ñ†¶
‹±…ÿ ¶ñœ¼ „ó ìÏý†° Æ±…¤þ º~ ¶¸ ð¥õû ì¥†¶Œú „ó
{õÂý¦ ¬…¬û. ¬° Ú·í• …¶}†ð~…°¬ ìý³…ó|ø†ÿ …°²ü†‹þ ¬° 5























































Ö±²…ðú …ÚŒ†ë ô øíß†°…ó
…°²ü†‹þ …² Î~ï ô›õ¬ ºõ…ø~€ ô›õ¬ ºõ…ø~ Þî ô Òý±¬ÚýÜ€
ô›õ¬ ºõ…ø~ Ú†‹ê ìç¤Ëú {† ô›õ¬ ºõ…ø~ ÚÇÏþ ô Þ†ìê
{Ï±üØ º~û ü† ‹ú ¾õ°– Î~¬ …¶•. ¬°›ú …°²ü†‹þ …² ¾×±
{† 001 ¬°¾~ ¬° ðË± â±Ö}ú º~. ðíõðú|…ÿ …² °ôüß±¬
…ÆçÎ†{þ ±ôÖ±ì† ¬° ›~ôë 1 „ì~û …¶•:
Â±ü †ü†üþ ±¶»ñ†ìú ‹† …¶}×†¬û …² Ö±ìõë Þ±…ðŒ†« 79
¬°¾~ ‹ú ¬¶• „ì~. ¬° ðù†ü• ±¶»ñ†ìú|ø† Æþ ›é·†– Þ†°
â±ôøþ ô ì¿†¤Œú ‹† ì~ü±…ó€ Þ†°ºñ†¶†ó ô ì±…›Ïú ‹ú
ô…¤~ø† {ßíýê â±¬ü~.
…Î}Œ†° ±ôÖ±ì† …² Æ±üÜ {†‡ ìýò …Î}Œ†° ¾õ°ÿ ô ì¥}õ…üþ
ìõ°¬ ‹±°¶þ Ú±…° â±Ö• ‹ú …üò ¾õ°– Þú ¸ …² {~ôüò
…ôèýú ±ôÖ±ï|ø† ›ù• ðË± ¶ñœþ ô …Î}Œ†° ¶ñœþ€ ›é·†–
ì}Ï~¬ ‹ú ¾õ°– ‹¥™|ø†ÿ â±ôû ì¥õ°ÿ )GDF(
)noissucsiD puorG ssucoF( ‹±â³…° º~ Þú ¬° …üò ›é·†– ‹ú
‹¥™ ô {Œ†¬ë ðË± ý±…ìõó …¾ç§ ±ôÖ±ï|ø† ¬° Ÿñ~üò
ì±¤éú ±¬…¨}ú º~. ¬° ðù†ü• …Î}Œ†° „ðù† ìõ°¬ {†‡ üý~ Ú±…°
â±Ö• ô †ü†üþ „ó ‹† …¶}×†¬û …² Â±ü hcabnorC-aflA € 59
¬°¾~ ‹±„ô°¬ º~. ¶¸ ±ôÖ±ï|ø† …² Æ±üÜ ì»†ø~û ô
ì¿†¤Œú {ßíýê º~ ô ¬° ðù†ü• ¬…¬û|ø† ‹† …¶}×†¬û …²
º†¨À|ø†ÿ „ì†° {õ¾ý×þ ô‹† …¶}×†¬û …² ð±ï|…Ö³…° SSPS ô
ð±ï|…Ö³…° MQFE Þú {õ¶È º±Þ• Öñ†ô°ÿ …ÆçÎ†– °…¬…ó ô
º±Þ• ìùñ~¶þ ì»†ô° {~‹ý± â·}± {ùýú º~û ìõ°¬ {¥éýê
Ú±…° â±Ö•.
ü†Ö}ú|ø†
ü†Ö}ú|ø†ÿ µôø¼ ìœíõÑ …ì}ý†² ¨õ¬…°²ü†‹þ ¬° ì~ü±ü•
ìñ†‹Ð …ð·†ðþ ¬…ð»ã†û …¾×ù†ó °… ‹± …¶†¹ °ô½ ±¶»ñ†ìú ô
±ôÖ±ì† ‹ú {±{ý 055 …ì}ý†² ô615 …ì}ý†² ð»†ó ¬…¬. ¬°¾~
…ì}ý†² ø± Þ~…ï …² Îõ…ìê ðú â†ðú ‹ú {±{ý ‹± …¶†¹ °ô½
±¶»ñ†ìú ô ±ôÖ±ì† ‹ú ¾õ°– ²ü± ‹ú ¬¶• „ì~: °øŒ±ÿ
56ô16 ¬°¾~€ ¨È ì»þ 08 ô 57 ¬°¾~€ Þ†°Þñ†ó 06 ô 85
¬°¾~€ ìñ†‹Ð 05 ô25 ¬°¾~€ Ö±„üñ~|ø† 06 ô 35 ¬°¾~€ ð}†ü
ì»}±ÿ 05 ô 34 ¬°¾~€ ð}†ü Þ†°Þñ†ó 03 ô 92 ¬°¾~€ ð}†ü
›†ìÏú 06 ô 55 ¬°¾~ ô ð}†ü Þéý~ÿ Îíéß±¬05 ô25 ¬°¾~
)›~ôë 2(. ¬° ðù†ü• ü†Ö}ú|ø†ÿ µôø¼ ¬° ø± ¬ô °ô½
ð»†ó ¬…¬ Þú ‹ý»}±üò ðÛ†É Úõ– ¶†²ì†ó ì±‹õÉ ‹ú ¤õ²û
È¨ ì»þ ô …¶}±…{µÿ ô ‹ý»}±üò ð†¤ýú ðý†²ìñ~ ‹ùŒõ¬ ì±‹õÉ
‹ú ¤õ²û ð}†ü Þ†°Þñ†ó …¶•.
 ﻲﻧﺎﻣزـﺎ ﺳ ﻲﻟـﺎ ﻌﺗ لﺪـﻣ سـﺎ ﺳا ﺮ ـﺑ ﻲﻧـﺎ ﺴﻧا يوﺮﻴ ـﻧ ﺖﻳﺮﻳﺪـﻣ هزﻮـﺣ دﺮـﻜﻠﻤﻋ ﻲﺑﺎﻳزرا مﺮﻓوﺮﭘEFQM
 رـﺎ ﻴﻌﻣ1يﺮﺒـﻫر -  ﺐـﻃﺎﺨﻣ 
 ﻒـﻳدر 
: ﻲﺑـﺎ ﻳزرا ﺶـﺳﺮﭘ 
 يرـﺎ ﻛ كﺮﺘـﺸﻣ تـﺎ ﺴﻠﺟ و ﻪـﻴﺟﻮﺗ و ﻖـﻓاﻮﺗ رﻮـﻈﻨﻣ ﻪ ـﺑ هﺪـﺷ راﺰﮔﺮ ـﺑ تﺎﺴﻠﺟ داﺪﻌﺗ و رﺎﺘﺧﺎﺳ 
5 
: ﺪﻫاﻮـﺷ ـﺎ ﻳ ﻪﺒـﺳﺎﺤﻣ هﻮﺤﻧ 
. ﺖـﻓﺮﮔ ﺪـﻫاﻮﺧ راﺮـﻗ ﻲﺑـﺎ ﻳزرا دﻮـﺟﻮﻣ ﻲﻤـﺳر تـﺎ ﺴﻠﺠﺗرﻮﺻ سﺎﺳا ﺮﺑ 
 ياﺮـﺟا و يﺮﻴـﮕﻴﭘ و تـﺎ ﺴﻠﺠﺗرﻮﺻ ﺖـﺒﺛ ،تـﺎ ﺴﻠﺟ ﺮﻴ ـﺑد و ﺲـﻴﺋر ،ءـﺎ ﻀﻋا ندﻮ ـﺑ ﺺﺨـﺸﻣ نﻮـﭽﻤﻫ يدراﻮـﻣ تـﺎ ﺴﻠﺟ رﺎﺘﺧـﺎ ﺳ زا رﻮـﻈﻨﻣ







 ﻪﻈﺣﻼﻣ ﻞﺑﺎﻗ 
 ﺪﻫاﻮـﺷ دﻮﺟو
ﻖــ ﻴﻗد و دﺎﻳز 
 ﻞـﻣﺎﻛ و ﻲـﻌﻄﻗ ﺪﻫاﻮﺷ دﻮﺟو 
 ﻪﺟرد
ﻲﺑﺎﻴـﺷزرا 
0%  25%  50 %  75%  100 %  
 تﺎﺤﻴــﺿﻮﺗ
بـﺎ ﻳزرا 
     































øí†ó|âõðú Þú ¬° ›~ôë 2 ì»†ø~û ìþ|ºõ¬ ‹ý»}±üò ðÛ†É
Úõ– ì~ü±ü• ìñ†‹Ð …ð·†ðþ ¬…ð»ã†û Îéõï ³ºßþ …¾×ù†ó
ì±‹õÉ ‹ú ìÏý†° ¨È ì»þ ô …¶}±…{µÿ …¶• Þú ¬° °øý†Ö•
±¶»ñ†ìú ¶õö …ë 1 ô 3 …üò ìÏý†° ‹ý»}±üò ¬°¾~ )08 ¬°¾~( ô
¬° °øý†Ö• ±ôÖ±ì†€ º†¨À|ø†ÿ 1 ô 2 …üò ìÏý†° ‹ú {±{ý 08
¬°¾~ ô 97 ¬°¾~ ‹ý»}±üò ¬°¾~ °… Þ· ðíõ¬ð~.
øí†ó|âõðú Þú ¬° ›~ôë 4 ì»†ø~û ìþ|ºõ¬€ ‹ý»}±üò
ð†¤ýú ðý†²ìñ~ ‹ùŒõ¬ ì±‹õÉ ‹ú ìÏý†° ð}†ü Þ†°Þñ†ó …¶• Þú ¬°
54

























توﺎﻔﺘﻟا ﻪﺑﺎﻣ ﻪﻣﺎﻨﺸﺳﺮﭘ دﺮﻜﻳور ﺞﻳﺎﺘﻧ ﺎﻣﺮﻓوﺮﭘ دﺮﻜﻳور ﺞﻳﺎﺘﻧ هﺮﻤﻧ ﻒﻘﺳ ﺎﻫرﺎﻴﻌﻣ ﻒﻳدر 
4- 65 61 100 يﺮﺒـﻫر 1
5- 80 75 80 يﮋﺗاﺮﺘــ ﺳا و ﻲﺸﻣ ﻂﺧ 2
2- 60 58 90  نـﺎ ـﻨﻛرﺎﻛ 3
2- 50 52 90 ءﺎﻛﺮــ ﺷ و ﻊﺑﺎﻨﻣ 4
7- 60 53 140 ﺎﻫﺪـﻨﻳآﺮﻓ 5
7- 50 43 200  نﺎﻳﺮﺘـﺸﻣ ﺞﻳـﺎ ﺘﻧ 6
1- 30 29 90 نـﺎ ﻨﻛرﺎﻛ ﺞﻳـﺎ ﺘﻧ 7
5- 60 55 100 ﻪــ ﻌﻣﺎﺟ ﺞﻳﺎﺘﻧ 8
2- 50 52 150  دﺮـﻜﻠﻤﻋ يﺪـﻴﻠﻛ ﺞﻳـﺎ ﺘﻧ 9
34- 550 516 1000 تازﺎﻴﺘﻣا ﻊﻤﺟ
18- 312 294 500 ﺎﻫزﺎﺳ ﺪﻨﻤﻧاﻮﺗ هزﻮﺣ زﺎﻴﺘﻣا ﻊﻤﺟ
16 - 238 222 500 ﺞﻳﺎﺘﻧ هزﻮﺣ زﺎﻴﺘﻣا ﻊﻤﺟ 
›~ôë 2: ìÛ†ü·ú ð}†ü ¨õ¬ …°²ü†‹þ ‹† ¬ô °ôüß±¬ ±¶»ñ†ìú ô ±ôÖ±ì†























































ó…°†ßíø ô ë†ŒÚ… úð…²±Ö
20 €~¾°¬ 18 ý{±{ ú‹ 4 ô 3 €1 €2 –æ… öõ¶ úì†ñ»¶± •Ö†ýø°
2 À†¨º †ì±Öô± •Ö†ýø° °¬ ô ~¾°¬ 16 €~¾°¬ 18 €~¾°¬
.~ð¬õíð ·Þ …° ~¾°¬ òü±}íÞ ~¾°¬ 23 °†ýÏì òü…
ÿ±ýâ|úœý}ð ô ™¥‹
òü±}»ý‹ úÞ •¶… ó„ ±ãð†ý‹ þ‹†ü²°…¬õ ¨²… ê¾†¤ ü†}ð
ÿµ{…±}¶… ô þ»ì È ¨û²õ¤ ú‹ Éõ‹±ì û~º ·Þ ²†ý}ì…
È ¨°†ýÏì ~º û~ø†»ì 2 ëô~› °¬ úÞ úðõâ|ó†íø ~º†‹|þì
•Ö†ýø° °¬ òßíì ²†ý}ì… 80 Ñõíœì ²… ÿµ{…±}¶… ô þ»ì
•Ö†ýø° °¬ ô êÞ û±íð ~¾°¬ 80 ô ²†ý}ì… 64 úì†ñ»¶±
Á†¿}…¨ ¬õ ¨ú‹ …° êÞ û±íð ~¾°¬ 75 ô ²†ý}ì… 60 †ì±Öô±
û†ã»ð…¬ þð†·ð… Ð‹†ñì •ü±ü~ì úÞ •¶… ó„ û~ñø¬ ó†»ð úÞ¬…¬
ê‹†Ú •Ö±»ý û²õ¤ òü… °¬ ó†ù×¾… þßº³ ïõéÎ
°¬ úÞ °õÇð†íø úÞ •¶… ó„ ¼éýè¬ ô •¶… ú}º…¬ ÿ…|úË¤çì
1 –æ… öõ¶ úì†ñ»¶± •Ö†ýø° °¬ ¬õº|þì û~ø†»ì 3 ëô~›
òü… 5 ô1 ÿ†ø|À†¨º †ì±Öô± •Ö†ýø° °¬ ô ~¾°¬ 80 €3 ô
ú‹ …° ²†ý}ì… ~¾°¬ 80 ô ~¾°¬ 79 ý{±{ ú‹ °†ýÏì
êì†Þ •Ö±»ý ú‹ ó~ý¶° ÿ…±‹ …è¯ .~ð…|û¬…¬ Á†¿}…¨¬õ¨
:•¶… ÿ°ô±Â ±ü² –†ì…~Ú…
Éõ‹±ì –†ÎçÆ… ²… û¬†×}¶… ô þéýé¥{ ô úü³œ{ €ÿ°ô„|Ðí› -
°¬ ÿ±ãð²†‹ Ù~ø ú‹ ó†ì²†¶ þ›°† ¨ô þé…¨¬ Èý¥ì ú‹
ë†íÎ… ô ó†ì²†¶ °¬ û~º úýù{ ÿ†ø|þ»ì È ¨ô †ø|ÿµ{…±}¶…
ó†ì²†¶ ²…~ð…|î»Ÿ ô •ü°õì ‡†ì °¬ –…±ýýÓ{ òü…
†ø|ÿµ{…±}¶… òý‹ ¬õ›õì äñ{†ãñ{ É†Œ{°… òýýÏ{ ô þü†¶†ñº -
ó†ì²†¶ ëõŒÚ ¬°õì ÿ†ø|½²°… ô
ô óçÞ €þ}ü±ü~ì ÿ†ø|î}·ý¶ þ¤…±Æ ±‹ ~ýÞ ‡†{ ô ú›õ{ -
ÿ†ø|•ýè†ÏÖ ÿ²†¶|úŸ°†ß ÿ…±‹ ó†ì²†¶ ¦Ç¶ °¬ Ðì†›
Ù¯¤ †ü ô –†ø†Œ}º… ô †ø†Ç ¨²ô±‹ ²… ÿ±ýâõé› ô ó†ì²†¶
†ùð„ ÑõÚô êéÎ
¬±ßéíÎ ú·ü†Ûì ¹†¶… ±‹ ó†ì²†¶ ÿ†ø|•ýè†ÏÖ þ‹†ü²°… -
û~º ÿ³ü°|úì†ð±‹ ¬±ßéíÎ †‹ þÏÚ…ô
ÿ~ýéÞ ÿ†ø|À†¨º þü†¶†ñº ô þé…¨¬ ¬±ßéíÎ þ‹†ü²°… -
¼ü…³Ö… °¬ …° ~º° òü±}»ý‹ úÞ þü†ø|À†¨º) •ýÛÖõì
.(~ññÞ|þì ¬†œü… ó†ì²†¶ û¬ô³Ö… ½²°…
²†ý}ì… òü±}íÞ ~º û~ø†»ì 2 ëô~› °¬ úÞ úðõâ|ó†íø
²… °†ýÏì òü… ~º†‹|þì ó†ñÞ°†Þ ü†}ð°†ýÏì ú‹ Éõ‹±ì û~º ·Þ
30 ô ²†ý}ì… 27 úì†ñ»¶± •Ö†ýø° °¬ òßíì ²†ý}ì… 90 Ñõíœì
~¾°¬ 29 ô ²†ý}ì… 26 †ì±Öô± •Ö†ýø° °¬ ô êÞ û±íð ~¾°¬
úÞ •¶… ó„ û~ñø¬ ó†»ð úÞ ¬…¬ Á†¿}…¨ ¬õ ¨ú‹ …° êÞ û±íð
òü… °¬ ó†ù×¾… þßº³ ïõéÎ û†ã»ð…¬ þð†·ð… Ð‹†ñì •ü±ü~ì
 درﺻﺪ ﻧﻮع رﻫﻴﺎﻓﺖ ﻣﻌﻴﺎر ﻣﺮﺑﻮﻃﻪ ﻧﻘﻄﻪ ﻗﻮت ردﻳﻒ
ﺗﻤﺎﻣﻲ ﻣـﺪﻳﺮان ارﺷـﺪ، ﻣﺸ ـﺎرﻛﺖ ﺷﺨﺼـﻲ و ﻣﺸـﻬﻮد در ﺗﻬﻴـﻪ و ـﺗ ﺪوﻳﻦ ﺑﻴﺎﻧﻴـﻪ اﺳـﺘﺮاﺗﮋﻳﻚ  1
ﺑﺮاي اﻫﺪاف ﻛﻠـﻲ، ﻣﺴـﻴﺮ ﺣﺮﻛـﺖ و ﻓﺮﻫﻨـﮓ ﺳ ـﺎزﻣﺎن و ـﻧ ﻴﺰ ﻣﻄﻠـﻊ ﺳ ـﺎﺧﺘﻦ ﻛﺎرﻛﻨ ـﺎن از 
 اﻧﺪ ﺑﻴﺎﻧﻴﻪ داﺷـﺘﻪ
  %09 ﭘﺮﺳﺸـﻨﺎﻣﻪ رﻫـﺒﺮي
  %09 ﭘﺮوﻓﺮﻣﺎ  رﻫـﺒﺮي ﻧﺼﺐ ﺷـﺮح وﻇ ـﺎﻳﻒ ﻣﻜﺘـﻮب در ﻣﻌـﺮض دﻳـﺪ ﻛﺎرﻛﻨ ـﺎن اداره ـﻧ ﻴﺮوي اﻧﺴ ـﺎﻧﻲ 2
ﻣﺪﻳﺮان ارﺷﺪ اﻃﻤﻴﻨﺎن ﺣﺎﺻـﻞ ﻧﻤـﻮده اـﻧ ﺪ ﻛـﻪ اﺳـﺘﻘﺮار ﺳ ـﺎﺧﺘﺎر ﺳ ـﺎزﻣﺎﻧﻲ و ﺳﻴﺴـﺘﻢ  3
 ﻣﺪﻳﺮﻳﺖ ﻓﺮآﻳﻨﺪ ﻣﻮرد ﺗﻮﺟـﻪ ﻗـﺮار ﮔﺮﻓﺘـﻪ و در ﺣﺼـﻮل ﻧﺘ ـﺎﻳﺞ ﻣﺆﺛـﺮ ﺑـﻮده اﺳـﺖ 
  %58 ﭘﺮﺳﺸـﻨﺎﻣﻪ رﻫـﺒﺮي
ﻫﺎي ﻣـﺮﺑﻮط ـﺑ ﻪ ﻛ ـﺎر ﺧـﻮد از داده ﻫ ـﺎ و دروﻧـﺪادﻫﺎي ﺳﺎزﻣﺎن ﺟﻬـﺖ ﺗـﺪوﻳﻦ اﺳـﺘﺮاﺗﮋي و ﻃـﺮح  4
ﻛﻨـﺪ و اـﻳ ﻦ دروـﻧ ﺪادﻫﺎ ﺷ ـﺎﻣﻞ ﻋﻤﻠﻜـﺮد ﻓﺮاﻳﻨـﺪﻫﺎي داﺧﻠـﻲ، ﮔﺴﺘﺮده و ﻣﻨﺎﺳـﺐ اﺳـﺘﻔﺎده ﻣـﻲ 
 ﻫﺎ و رﺿﺎﻳﺖ ﻣﺸـﺘﺮي ﻣـﻲ ﺑﺎﺷـﺪ ﻋﻤﻠﻜﺮدﻫ ـﺎي ﺗـﺄﻣﻴﻦ ﻛﻨﻨ ــﺪﮔﺎن، ﻧﻴﺎزﻣﻨ ــﺪي 
ﺧﻂ ﻣﺸﻲ و 
 اﺳـﺘﺮاﺗﮋي 
 %08 ﭘﺮﺳﺸـﻨﺎﻣﻪ
اﻛﺜﺮ ﻛﺎرﻛﻨﺎن ﻣـﻲ ﺗﻮاﻧﻨـﺪ اﻫـﺪاف ﺳ ـﺎزﻣﺎﻧﻲ ﻣـﺮﺗﺒﻂ ﺑ ـﺎ ﻓﻌﺎﻟﻴـﺖ ﻫ ـﺎ ﻳﺸ ـﺎن را ﻓﻬﺮﺳـﺖ ﻧﻤﺎﻳﻨـﺪو  5
 اﻳﺸﺎن ﺑﺎ ﺑﺮﻧﺎﻣﻪ ﻫ ـﺎي دﺳـﺘﻴﺎﺑﻲ ـﺑ ﻪ اﻫـﺪاف ﺳ ـﺎزﻣﺎﻧﻲ در ﺣـﻮزه ﺧـﻮد آﺷـﻨﺎ ﻫﺴـﺘﻨﺪ 
ﺧﻂ ﻣﺸﻲ و 
 اﺳـﺘﺮاﺗﮋي 
  %08 ﭘﺮﺳﺸـﻨﺎﻣﻪ
ﺧﻂ ﻣﺸﻲ و  وﺟﻮد ﺑﺮﻧﺎﻣﻪ ﻋﻤﻠﻴ ـﺎﺗﻲ ـﺑ ﻪ ﺻـﻮرت ﻣﻜﺘـﻮب و ﻣﺴـﺘﻨﺪ  6
 اﺳـﺘﺮاﺗﮋي 
  %08 ﭘﺮوﻓﺮﻣﺎ 
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 درﺻﺪ ﻧﻮع رﻫﻴﺎﻓﺖ ﻣﻌﻴﺎر ﻣﺮﺑﻮﻃﻪ ﻧﻮاﺣﻲ ﻧﻴﺎزﻣﻨﺪ ﺑﻬﺒﻮد ردﻳﻒ
ﺗﻤ ـﺎﻣﻲ ﻛﺎرﻛﻨ ـﺎن از ﻧﺘ ـﺎﻳﺞ ﺣﺎﺻـﻞ از رﺿ ـﺎﻳﺖ ﻛﺎرﻛﻨ ـﺎن اﻃـﻼع دارـﻧ ﺪ و ﻣـﺪﻳﺮﻳﺖ ـﺑ ﺮ اﺳ ـﺎس  1
 آﻧﻬﺎ ﻋﻤﻞ ﻣـﻲ ﻧﻤﺎـﻳ ﺪ 
 % 61 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻧﺘ ـﺎﻳﺞ ﻛﺎرﻛﻨ ـﺎن
 %71 ﭘﺮوﻓﺮﻣﺎ  ﺷﺮﻛﺎء و ﻣﻨـ ـﺎﺑﻊ اﺳـﺘﻘﺮار و ﺑﻜ ـﺎرﮔﻴﺮي ﻓﻨ ـﺎوري ﻣﻄﻠـﻮب و ﻣﺘﻨﺎﺳـﺐ در ﻣـﺪﻳﺮﻳﺖ ﻣﻨ ـﺎﺑﻊ اﻧﺴ ـﺎﻧﻲ 2
ﻧﺘﺎﻳﺞ ﺷﺎﺧﺺ ﻫﺎي داﺧﻠﻲ ﺳ ـﺎزﻣﺎن و ﻧﻈـﺮات واﻗﻌـﻲ ﺑ ـﺎ ﻣـﻮارد ﻣﺸ ـﺎﺑﻪ در ﺳ ـﺎﻳﺮ ﺳ ـﺎزﻣﺎن ﻫ ـﺎ  3
 ﻣﻘﺎﻳﺴﻪ ﻣﻲ ﺷـﻮﻧﺪ
 %81 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻧﺘ ـﺎﻳﺞ ﻛﺎرﻛﻨ ـﺎن
ﺳ ـﺎزﻣﺎن ﺷـﻤﺎ ﻣﻮﺿـﻮﻋﺎﺗﻲ از ﻗﺒﻴـﻞ ﻏﻴﺒـﺖ، ﺑﻴﻤ ـﺎري، ﺟـﺬب و ﺧـﺮوج ﻛﺎرﻛﻨ ـﺎن،  4
ﻛﻨﻨـﺪﮔﺎن زود ﻫﻨﮕ ـﺎم، ﺳـﻄﻮح آزﻣ ـﺎﻳﺶ، ارﺗﻘ ـﺎ ءﻫ ـﺎي داﺧﻠـﻲ، ﺳـﻄﻮح ﺗﺸـﻮﻳﻖ و ﺗﺮك 
ﻗﺪرداﻧﻲ و ـﻧ ﻴﺰ ﺗﻌـﺪاد ﺷـﻜﺎﻳﺎت را ﻛـﻪ روـﻧ ﺪ رﺿ ـﺎﻳﺖ و روﺣﻴـﻪ ﻫﻤﻜ ـﺎري ﻛﺎرﻛﻨ ـﺎن و ﻣـﻴﺰان 
دﻫﺪ، ﺑﻪ ﻃﻮر ﻣﻨﻈـﻢ ﻣـﻮرد اـﻧ ﺪازه ﮔـﻴﺮي و ارزﻳ ـﺎﺑﻲ ﻗـﺮار داده و ﺗﺄﺛﻴﺮ آن را ﻧﺸ ـﺎن ﻣـﻲ 
 دﻫـﺪ ﺑﺮاﺳﺎس ﻧﺘ ـﺎﻳﺞ، اﻗـﺪام ﻻزم را اﻧﺠ ـﺎم ﻣـﻲ 
 %81 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻧﺘ ـﺎﻳﺞ ﻛﺎرﻛﻨ ـﺎن
ﻫ ـﺎي ﻛﺎرﻛﻨ ـﺎن ـﺑ ﺮ روي ﻣﻮﺿـﻮﻋﺎت ﻣﺨﺘﻠـﻒ ﺳ ـﺎزﻣﺎﻧﻲ ﺳﺎزﻣﺎن در راﺑﻄـﻪ ﺑ ـﺎ ﻧﻈـﺮات و دﻳـﺪﮔﺎه  5
ﻣﺎﻧﻨـﺪ ﻣﺤﻴـﻂ ﻛ ـﺎري، ﺑﻬﺪاﺷـﺖ، اﻳﻤـﻨﻲ، ارﺗﺒﺎﻃ ـﺎت، اﻧﺘﻈ ـﺎرات ﺷـﻐﻠﻲ، ﭘﺮداﺧـﺖ، ارزﻳ ـﺎﺑﻲ و 
ﻛﻨـﺪ و در اـﻳ ﻦ ارﺗﺒ ـﺎط ﭘﺎداش آﻣـﻮزش و رﺿ ـﺎﻳﺖ ﻛﻠـﻲ، ﺑ ـﺎز ﺧﻮردﻫ ـﺎي ﻣﻨﻈﻤـﻲ درﻳﺎﻓـﺖ ﻣـﻲ 
 ﺷﺎﺧﺺ ﻫﺎي ﻣﺮﺑﻮﻃـﻪ را ﺗﻌﻴﻴـﻦ ﻧﻤـﻮده اﺳـﺖ 
 %02 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻧﺘ ـﺎﻳﺞ ﻛﺎرﻛﻨ ـﺎن
ﻧﮕﺮ و ﺳﺎﺧﺖ ﻳﺎﻓﺘـﻪ ﺗﻮﺳـﻌﻪ ارﺗﺒﺎﻃ ـﺎت در ﻫﻤﻜ ـﺎري ﺑ ـﺎ دﻳﮕـﺮان از ﻃـﺮﻳﻖ ﻳـﻚ روﻳﻜـﺮد آﻳﻨـﺪه  6
ﻣﻲ ﻳﺎﺑﺪ و اـﻳ ﻦ ﻫﻤﻜ ـﺎري ﻫ ـﺎ ﺑﺎﻋـﺚ ﺷﻨﺎﺳ ـﺎﻳﻲ و دﺳـﺘﻴﺎﺑﻲ ـﺑ ﻪ ﻓﺮﺻـﺖ ﻫ ـﺎي ﺑﻴﺸـﺘﺮي در زﻣﻴﻨـﻪ 
 اراﺋﻪ ﺧﺪﻣﺎت وﻋﻤﻠﻜﺮد ﻣ ـﺎﻟﻲ ﺳ ـﺎزﻣﺎن ﻣـﻲ ﺷـﻮد 
 %12 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻣﻨﺎﺑﻊ و ﺷ ــﺮﻛﺎء
ﺳ ـﺎزﻣﺎن ﺷـﻤﺎ ﻓﺮاﻳﻨـﺪي ﺟﻬـﺖ ﻣﺸ ـﺎرﻛﺖ ﺗﻤ ـﺎﻣﻲ ﻛﺎرﻛﻨ ـﺎن در اﻳﺠ ـﺎد ﺑﻬﺒـﻮد دارد و اﺧﺘﻴ ـﺎرات  7
ﻛﺎرﻛﻨﺎن ﺳ ـﺎزﻣﺎن ﻣﺮﺗﺒـﺄ اﻓـﺰوده ﺷـﺪه و ﺻـﻼﺣﻴﺖ ﺗﺼـﻤﻴﻢ ﮔـﻴﺮي و اﻳﺠ ـﺎد ﺗﻐﻴـﻴﺮات ﺑـﺪون 
 اﻳﺠﺎد ﻣﺨﺎﻃﺮه ﺑﺮاي ﺳ ـﺎزﻣﺎن را ـﺑ ﻪ دﺳـﺖ ﻣـﻲ آورﻧـﺪ 
 %32 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻛﺎرﻛﻨـ ـﺎن
ﺳﺎزﻣﺎن روﺷﻲ ﻛ ـﺎﻣﻼ ﺗﻔﻀـﻴﻠﻲ و ﻣﺘـﺪاول، از ﻃـﺮﻳﻖ ﻣﻤـﻴﺰي و ﻳ ـﺎ ﺳ ـﺎﻳﺮ روش ﻫ ـﺎ، ﺟﻬـﺖ  8
ارزﻳﺎﺑﻲ اﺟﺮا و اﺛﺮﺑﺨﺸﻲ ﺗﻤ ـﺎﻣﻲ ﺳﻴﺴـﺘﻢ ﻫ ـﺎي ﺑﻜ ـﺎر ﮔﺮﻓﺘـﻪ ﺷـﺪه ـﺑ ﺮاي ﺣﺮﻛـﺖ و ﻛﻨـﺘﺮل 
 ﻫ ـﺎي ﺳ ـﺎزﻣﺎﻧﻲ دراﺧﺘﻴـ ـﺎر دارد ﻓﻌﺎﻟﻴـﺖ 
 %32 ﭘﺮﺳﺸـﻨﺎﻣﻪ ﻓﺮاﻳﻨ ــﺪﻫﺎ
 %32 ﭘﺮوﻓﺮﻣﺎ  ﻧﺘ ـﺎﻳﺞ ﻛﺎرﻛﻨ ـﺎن ﻣﻨـﺪي ﻛﺎرﻛﻨ ـﺎن در ﻛـﻞ ﺳﻴﺴـﺘﻢ ﻣـﻴﺰان رﺿ ـﺎﻳﺖ  9
 %52 ﭘﺮوﻓﺮﻣﺎ  ﻧﺘ ـﺎﻳﺞ ﻛﻠﻴـﺪي  ﺗﺄﻣﻴﻦ ﻧﻴﺮوي اﻧﺴ ـﺎﻧﻲ ﻣﻨ ـﺎﻃﻖ ﻣﺤـﺮوم  01
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- {õ›ú ‹ú Îõ…ìéþ ìê˜ …ðãý³û ¤Ãõ° Þ†°Þñ†ó ¬° ¶†²ì†ó€
…ìß†ð†– °Ö†øþ ¶†²ì†ó ‹±…ÿ Þ†°Þñ†ó€ Îíéß±¬ Þ†°Þñ†ó€
…ìñý• ºÓéþ€ ì·‰õèý•|ø†ÿ ì¥õèú ‹ú Þ†°Þñ†ó€ ¶ý·}î
¤ÛõÝ ô ¬¶}í³¬€ º±…üÈ ¨çÚý• Þ†°Þñ†ó€ …ÆçÑ|°¶†ðþ€
°ô…‹È ‹ýò øíß†°…ó€ º±…üÈ Öý³üßþ Þ†° ô {×ßýà „ðù† ‹ú
Îõ…ìê ðãù~…°ð~û ô …ðãý³…ðñ~û
- ºñ†¶†üþ ô {Ïýýò Îõ…ìê ð†°Â†ü}þ Þ†°Þñ†ó 
øí¡ñýò øí†ó âõðú Þú ¬° ðíõ¬…° 2 ì»†ø~û ìþ|ºõ¬
ð}†ü µôø¼ ¤†Â± ‹† µôø¼|ø†ÿ ztibaN )6002( ¬°
ðõ…¤þ Úõ– )ìÏý†° ¨È ì»þ ô …¶}±…{µÿ 56 ¬°¾~( ô
ðõ…¤þ ðý†²ìñ~ ‹ùŒõ¬ )ìÏý†° ð}†ü Þ†°Þñ†ó 33 ¬°¾~(
øî|¶õüþ ¬…°¬. øí¡ñýò ‹† µôø¼ gatnnoS &relleoM
)1002( ¬° ðõ…¤þ Úõ– )ìÏý†° ìñ†‹Ð ô º±Þ†Š 96 ¬°¾~( ô
ðõ…¤þ ðý†²ìñ~ ‹ùŒõ¬ )ìÏý†° ð}†ü Þéý~ÿ Îíéß±¬53 ¬°¾~(
ìþ|‹†º~ )6( øî|¶õüþ ð~…°¬.

























































‹† µôø¼ oessO &mottobgnoL )2002( ¬° ðõ…¤þ Úõ–
ìÏý†°Ö±…üñ~ø† )93 ¬°¾~( ôð†¤ýú ðý†²ìñ~ ‹ùŒõ¬ ì±‹õÉ ‹ú
ìÏý†° ð}†ü Þ†°Þñ†ó )72 ¬°¾~( øî|¶õüþ ¬…°¬ ô ‹† µôø¼
nesnetsirK &ihuJ ,nesdliksE )4002( ¬° ðõ…¤þ Úõ– ‹ú ìÏý†°
°øŒ±ÿ )49 ¬°¾~( ð†¤ýú ðý†²ìñ~ ‹ùŒõ¬ ì±‹õÉ ‹ú ìÏý†° ð}†ü
Þéý~ÿ Îíéß±¬ )53 ¬°¾~( øî|¶õüþ ð~…°¬ ô ‹† µôø¼
¬øñõüú ô øíß†°…ó )4831( ð†¤ýú Úõ– ì±‹õÉ ‹ú ìÏý†° ìñ†‹Ð
ô º±Þ†Š )3/28 ¬°¾~( ð†¤ýú ðý†²ìñ~ ‹ùŒõ¬ ì±‹õÉ ‹ú ìÏý†°
ð}†ü ›†ìÏú )3/36 ¬°¾~( …¶• Þú ‹† ü†Ö}ú|ø†ÿ µôø¼
¤†Â± øî|¶õüþ ð~…°¬.
‹† ¨õ¬ …°²ü†‹þ ‹± …¶†¹ ì~ë {Ï†èþ MQFE Þú üà Ö±…üñ~
Þéý~ÿ ‹±…ÿ …ðœ†ï ‹ùŒõ¬ …¶• ìþ|{õ…ó ‹ú {»©ýÀ ðÛ†É
Úõ– ô Ö±¾•|ø†ÿ ‹ùŒõ¬ ¬¶• ü†Ö• Þú …üò ¨õ¬ Þíà
ìþ|Þñ~ Þú ÖÏ†èý•|ø†ÿ …èãõ ‹±¬…°ÿ °ôÿ ¤õ²û|ø†üþ
ì}í±Þ³ ºõ¬ Þú ‹ý»}±üò ìñ†ÖÐ °… ‹±…ÿ ¶†²ì†ó ¬…°ð~ ô ¬°
ðù†ü• ‹† ì~…¨éú ðíõ¬ó ¬° ¤õ²û|ø†ÿ ‹ùŒõ¬ ô ýãý±ÿ
{Óýý±…– æ²ï ìþ|{õ…ó ¬° ì·ý± {Ï†èþ â†ï ðù†¬.
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Eghbal F.1 / Yarmohammadian M.H.2 / Siadat S.A.3
Assessing human resources management performance at
Isfahan University of Medical Sciences based on European
Foundation for Quality Management; 2007
Introduction: An assess performance is a systematic and comprehensive process about
comparing organizations activities and process with achieved results based on EFQM model.
Assessing performance process allows organization to identify clearly strength points and
designing plans for improvement. Hence, the purpose of the present research was to compare
self assessment results based on European Foundation for Quality Management with two
approaches of questionnaire and Performa on human resources management at Isfahan
University of Medical Sciences (IUMS).
Methods:This research was descriptive - cross sectional study, carried out at human resource
management of (IUMS) in academic year 2006-2007. Study population is 32 staff managers
and their deputies selected by census sampling. Data collecting are a standard questionnaire;
and a designed Performa based on EFQM model, and collected data were analyzed using
SPSS and EFQM software.
Results: Total score of assessment human resource management(IUMS) based on
questionnaire and Performa were 550and 516 respectively; and scores percentage for each
nine factors were as follows : Leadership 65 and 61 , Policy 80 and 75, employees results 50
and 43 , employees results 30 and 29 , community results 60 and 55, and key performance
results 50 and 52 percent.
Conclusion: Through EFQM model, we can identify strength points and area for
improvement that help organization and activities to focus on most benefits area for
organization and intervention and changes are followed.
Keywords: Self-assessment; European Foundation for Quality Management Excellence
Model; Human Resources Management
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